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Xecutive Summary

Leveraging improvements in the Court’s technology and organizational infrastructure, major
enhancements continued in the areas of customer service and the administration of the
Court’'s caseload. Notable achievements in 1999 include:

L Online Case Files Become Available District-Wide
With the introduction of document imaging in the Santa Ana and Riverside Divisions,
online case files became available to the public at all Court divisions. Online case
files allow the public to view and/or print electronic copies of case documents 24
hours a day, 7 days a week from any computer utilizing a standard Internet browser.
Demonstrating strong public acceptance of the availability of online case files,
webPACER usage increased to record levels in 1999. [See page 17]

All Divisions Equipped With Video Hearing Technology

The use of courtroom video hearing technology expanded during 1999 to include the
Northern Division, completing a project to provide video access for judicial
proceedings in all divisions of the Court. Video technology affords the district greater
flexibility in managing its caseload, since cases can be assigned amongst divisions
based on workload rather than geography. Video broadcasting and other innovative
applications of video technology also were introduced during the year. [See page
40]

Near Record Number of Bankruptcy Cases Filed in 1999

With 101,472 bankruptcy cases filed during 1999, the district recorded the fourth
consecutive year in which over 100,000 cases were filed. While the number of
bankruptcy cases filed declined 15.5% from the record 120,063 bankruptcy cases
filed in 1998, the 1999 caseload represents a remarkable 89% increase over the
number of cases filed just 10 years ago. [See page 45]

° Major Reduction in Caseload Accomplished
The Court’s pending caseload was reduced to 51,741 bankruptcy cases by
December 1999, a reduction of 15% from the 61,090 cases pending at the beginning
of the year. The caseload was reduced a remarkable 50% from the high of 103,207
cases pending in 1992. This reduction occurred in spite of the 101,472 cases filed
in 1999, the fourth highest in the Court’s history. [See page 45]
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Chief Judge Receives Honor

The San Fernando Valley Bar Association recognized Chief Judge Geraldine Mund’s
longstanding contributions to the legal community by honoring her as the 1999
“Judge of the Year.” [See page 9]

Santa Ana Division Relocates to New Quarters

On January 19, 1999, the Santa Ana Division opened its doors to the public in the
newly completed Ronald Reagan Federal Building and United States Courthouse.
The move to the new building accomplished the Long Range Plan objective to
upgrade all Bankruptcy Court facilities in the Central District. [See page 27]

Court Successfully Completes Y2K Upgrades

By August 1999, the software applications used in the management, cashiering, and
calendaring of the district’'s bankruptcy cases were brought into Year 2000 (Y2K)
compliance. Other Court software also was reviewed and upgraded to Y2K
specifications during the year. Following testing, computers that were not Y2K
compliant were replaced throughout the Court. [See page 39]

Santa Ana Becomes Third Division to Offer Pro Bono Program

The Santa Ana Division introduced apro bono program in cooperation with attorneys
in Orange County. Santa Ana becomes the third division to offer a pro bono program
following the introduction of programs in the Los Angeles and San Fernando Valley
Divisions in 1997. [See page 10]

Train-the-Trainer Comes to Los Angeles

In an effort to improve the training skills of trainers throughout the district, the Court
piloted a program that was previously only available at the Administrative Office’s
Technical Training and Support Division (AO-TTSD) in San Antonio, Texas. For this
program, an AO-TTSD Training Specialist was brought to the Court to conduct a
week-long workshop for 16 Court staff, resulting in substantial cost savings by
reducing travel expenses. [See page 35]

Excellent Docketing Performance Becomes Standard

In 1999, the Clerk’s Office docketed 98% of all items (excluding automated entries)
within two days of filing. This compares with 96% in 1998 and 59% in August 1995
when this type of tracking began. [See page 46]
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Court Recognized for Innovation and Charitable Contributions

The Los Angeles Federal Executive Board acknowledged the Court with two awards:
a team award for the Court’s innovative integration of imaging and webPACER into
existing operations and a second award for outstanding contributions to the
Combined Federal Campaign, a charitable contribution program sponsored by the
federal government. [See page 50]

Court Develops Orientation Program

The Court developed and implemented an orientation program for newly hired
personnel. New employees are provided with a one-day overview of the Court,
employee benefits, and office policies and procedures. In addition to the improved
communication of information to the employees, the program results in more timely
and efficient processing of paperwork related to the newly hired staff. [See page 30]

Mediation Program Continues to Assist the Court and Litigants

The Bankruptcy Mediation Program, thought to be the largest program of its type in
the nation, continued to thrive. During 1999, a revised general order was approved
that modified various aspects of the Program. [See page 12]

Judicial Workload Equalization Program (JWEP) Continued

As part of a program designed to equalize judicial workloads within the Ninth Circuit,
the district continued to assign cases to designated judges from other districts within
the Circuit. In 1999, 200 adversary proceedings were assigned from the Riverside
Division to judges in Oregon. [See page 16]

Emergency Reference Guide and Evacuation Kit Distributed to all Divisions
The Clerk’s Office developed an emergency evacuation kit to improve management’s
ability to respond quickly and effectively in emergency situations. Distributed to all
Deputies-in-Charge, the kit features an Emergency Reference Guide, a cellular
telephone, and other materials necessary for providing skeletal services. [See page
29]

Public Continues Appreciation of Customer Service

As measured by the Court's Customer Service Questionnaire, 92% of the
respondents rated the overall service of the Court as excellent. [See page 21]
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Ission of the Court

The mission of the United States Bankruptcy Court for the Central District of
California is to serve the public by:

1 Resolving matters referred to the Court in a just, efficient, and timely
manner

Supplying prompt and accurate information

Responding fairly and courteously to the needs of the entire
community

Providing leadership in the administration of justice in the bankruptcy
system

In fulfilling our mission, the Court recognizes the importance of:

1 Demonstrating respect for the dramatic impact that bankruptcy has on
the lives of our customers

1 Instilling confidence in the competence, impartiality, and ethics of the
entire Court
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he Bankruptcy Judges of the Central District of California

Photo Not Available Tor public viewing.

From Top to Bottom, Each Row Left to Right: John J. Wilson (Retired), John E. Ryan, Vincent P.
Zurzolo, James N. Barr, Arthur M. Greenwald, David N. Naugle, Alan M. Ahart, Thomas B. Donovan,
Lisa Hill Fenning, Robin Riblet, Erithe A. Smith, Robert W. Alberts, Mitchel R. Goldberg, Samuel L.
Bufford, Geraldine Mund (Chief Judge), Ernest M. Robles, Lynne Riddle, Calvin K. Ashland
(Deceased), Kathleen March, Barry Russell, Kathleen T. Lax

Photo not Photo not

available available
for public Ellen Carroll and Meredith Jury for public

viewing. viewing.
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Section | A

udges

Judicial Committees

The judicial committees address Court-related issues and consist of bankruptcy
judges and management staff from the Clerk's Office. These committees are
responsible for implementing Court policy and providing feedback regarding Court
operations, facilities, and administrative issues. During 1999, the standing judicial
committees were

Executive Committee
L Case Management Committee

L Chapter 13 Committee

L Education and Training Committee

L Pro Se Committee

L Rules Committee

L United States Trustee Liaison Committee

The task force/ad hoc committees were

Alternative Dispute Resolution Committee

Bankruptcy Foreclosure Scam Task Force

L Long Range Plan Committee
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Honorable Geraldine Mund Reappointed Chief Judge

The Honorable Geraldine Mund was reappointed in December 1999 by the District
Court to a second three-year term as Chief Bankruptcy Judge of the Central District
of California. Chief Judge Mund’s new term commenced January 1, 2000.

Honorable Barry Russell Selected to Preside Over Bankruptcy Appellate Panel

The Honorable Barry Russell was chosen by the Ninth Circuit Council as the
presiding judge of the Ninth Circuit Bankruptcy Appellate Panel (BAP) for a term
commencing September 1, 1999, and ending December 31, 2001. Judge Russell
has served on the BAP since 1988.

Honorable Lisa Hill Fenning Reappointed

Effective December 2, 1999, the Ninth Circuit Court of Appeals reappointed the
Honorable Lisa Hill Fenning to a second 14-year term as a bankruptcy judge for the
Central District of California. Judge Fenning, who maintains her chambers in Los
Angeles, initially was appointed to serve as a bankruptcy judge in 1985.

Chief Judge
Photo not Geraldine Mund

available for administers the
oath of office to
Judge Lisa Hill Fenning

public
viewing.
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Judges Receive Honors

Chief Bankruptcy Judge Geraldine
Mund was honored by the San
Fernando Valley Bar Association
(SFVBA) as their 1999 “Judge of the
Year.” The SFVBA recognized Judge Photo not
Mund’s longstanding contributions to

. S available for
the legal community, especially citing .
her commitment to making the public
Bankruptcy Court an integral part of viewing.

the local community. The SFVBA
“Judge of the Year” award is
presented to judges who demonstrate
superior judicial qualities and
involvement with the community and Congressman Brad Sherman presents Chief

the local bar associations. Judge Mund with a flag flown over the U.S.
Congress. This was the San Fernando

In January 1999, the Honorable Valley Bar Association’s first presentation
Arthur M. Greenwald and the to a federal judge.
Honorable Kathleen T. Lax were
selected as Outstanding Bankruptcy
Judges for 1998 by Turnarounds & Workouts, a bankruptcy-related publication.
Judge Greenwald was chosen for his stewardship over the Sizzler International
bankruptcy case and the innovative procedures he implemented to streamline tort
claims. Judge Lax was selected for her consistently pragmatic and efficient
approach to law, her decisiveness on key issues, her organizational skills, and her
responsiveness to requests for information.

The Honorable James N. Barr was presented with the Harmon G. Scoville Award
by the Orange County Bar Association. This prestigious annual award recognizes
a member of the Orange County legal community who has exemplified the highest
standards of the legal profession, made significant contributions to the Orange
County Bar Association, and championed our constitutional system of justice.
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Pro Bono Program Expanded

With one of the highest
percentages of pro se @ EBTOR

debtors of any district in

the United States, the Los Angeles County
Court, through the Bar Association
cooperation of local bar
associations, assists many
of these debtors with pro
bono programs in its Los
Angeles, Santa Ana, and

San Fernando Valley I)le =
Divisions. Through the pro Coungglﬂ-
bono programs, volunteer L AW ¢ ENTE R
attorneys provide free :

legal assistance to ensure @ ROJECT

that pro se debtors fully
understand their legal
rights before the Court approves their requests for reaffirmation agreements. The
Los Angeles and San Fernando Valley Divisions jointly participate in a pro bono
program sponsored by the Los Angeles County Bar Association and Public Counsel
that also provides free legal assistance with 8523 dischargeability adversary
proceedings and the filing of Chapter 7 petitions.

& ssistance

Patterned after the successful program initiated by the Los Angeles and San
Fernando Valley Divisions in 1998 through the Debtor Assistance Project, the Santa
Ana Division developed a similar program for pro se debtors in conjunction with the
Orange Country Bar Association and the Orange County Bankruptcy Forum in
November 1999. In addition to the benefits afforded to the pro se debtors, the
Court also benefits from a reduction in the overall time required to hear these
matters.

During 1999, the Debtor Assistance Project in the Los Angeles and San Fernando
Valley Divisions matched qualified debtors in 100 non-dischargeability matters with
pro bono attorneys, made reaffirmation agreement counseling available to 758
individuals, and assisted hundreds of qualified pro se debtors in preparing and

10 1999 Annual Report




filing voluntary Chapter 7 petitions. In its first two months of operation, the Santa
Ana Division Pro Bono Program made legal counseling available to 50 pro se
debtors at reaffirmation agreement hearings.

CENTRAL DISTRICT OF CALIFORNIA PRO BONO PROGRAMS: 1999

Division Date Debtors Provided Debtors Offered Debtors Provided
Program with Reaffirmation Reaffirmation
Introduced Dischargeability Agreement Agreement
Assistance Assistance Assistance
Los Angeles and
San Fernando Valley 10/97 100 758 440
Divisions
Santa Ana Division 11/99 N/A 50 33
Total 100 808 473

The Pro Bono Program is also featured prominently on the Court’s web site, which
includes public notices regarding the Program, educational materials on reaffirmation
agreements for pro se debtors in both English and Spanish, and training and sign-up
materials for attorneys interested in volunteering under the Program. The training
materials include a brief overview of bankruptcy law and procedure and the issues
that might arise when representing low income Chapter 7 debtors. Since its
inception, over 200 attorneys have volunteered their services under the Program.

Policy Established for Law-Related Use of Court Facilities

The Honorable James N. Barr and the Honorable Kathleen March participated in an
ad hoc committee of District Court, Magistrate, and Bankruptcy Judges that drafted
a joint District/Bankruptcy Court policy for lending court facilities for law-related
uses. This policy, which was approved by both the District and Bankruptcy
Courts, provides guidelines for the use of court facilities by federal agencies, bar
associations, and law schools. Payment of all additional expenses resulting from the
use of Court facilities, including utilities and overtime for building security, must be
reimbursed to the providing agency under this policy.
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Bankruptcy Mediation Program Assists the Court and Litigants

The Court’s Alternative Dispute Resolution (ADR) Program, established July 1, 1995
and known as the Bankruptcy Mediation Program, is believed to be the largest
program of its type in the nation. Through mediation, parties can resolve their
disputes more quickly, at less cost, and often without the stress and pressure
associated with litigation. Mediators are appointed by the Court and consist of both
attorneys and non-attorneys.

In August 1999, the United States District and Bankruptcy Courts for the Central
District of California approved Second Amended General Order No. 95-01, which
will be incorporated into the Bankruptcy Court’s Local Rules. The Second Amended
General Order substantially modifies the provisions concerning confidentiality,
specifically, the effect of a recorded and written settlement agreement. Additionally,
some matters are eligible for the Program that formerly had been excluded. The
amended general order also contains new provisions that allow for mediator
compensation and clarify the procedural responsibilities of the attorneys, parties,
and mediators. Another change is that the term served by mediators was extended
from one to three years. The official Court forms have been modified to streamline
the operation of the Mediation Program.

Of the 1,710 matters assigned to the Mediation Program in the Central District
through 1999, 1,549 were concluded and 161 remained pending. Of the 1,549
completed matters, 982 (63%) were settled and 567 (37%) were not settled.
Matters not settled resume litigation and are decided by a bankruptcy judge. The
charts on the following page display the matters assigned to the Mediation Program
by Chapter, as well as the distribution of mediation matters within the various
divisions of the Couirt.
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Distribution of Centfral District Mediation Matters
(August 1005 - December 1000)

Los Angeies: 462%

Ban Femnardo Valley: 12

Norhem: 25X

Rirerchile: 55%
Gank Ana: 33

Matters Assigned to Mediation Program by Chapter
(August 1995 - December 1988)

Chapter 7: 77.5%

Chapter 13: 2.6%

Chapter 11: 19.8%

Chapter9: D.1%
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Parties and attorneys who attended mediation conferences are sent a
comprehensive questionnaire designed to monitor their perceptions of the Mediation
Program. As of December 31, 1999, 4,071 questionnaires were mailed to parties
and 1,607 (approximately 40%) completed questionnaires were returned. Datafrom
respondents expressing opinions on a variety of questions is provided in the
following table:

Mediation Program Participant Satisfaction Survey

as of December 31, 1999

Satisfied with the mediation process. 83%
Would reuse the mediation program. 92%
Thought a fair settlement was reached. 87%
Believed mediator was effective in encouraging clients to 84%
engage in a meaningful discussion of the matter.

Believed the mediator was effective in getting the 85%
attorneys to engage in meaningful discussion of the

matter.

Court Coordinates United States Agency for International Development
(USAID) Program

The Court hosted six Romanian bankruptcy judges and a representative from the
Romanian Ministry of Justice in March 1999. Sponsored by the United States
Agency for International Development (USAID) and coordinated by the Honorable
Samuel L. Bufford, the program provided the visitors with an overview of the
bankruptcy process in the United States to assist them in their efforts to draft and
administer Romanian bankruptcy law. The Romanian judges toured the Clerk’'s
Office and the Office of the United States Trustee, and attended a §341(a) meeting
of creditors. The Romanian judges were then paired with bankruptcy judges from
the Central District to review case documents in preparation for hearings and to
experience how hearings are conducted. Professor Kenneth Klee of the University
of California, Los Angeles, provided an overview of the Chapter 11 bankruptcy
process for the Romanian judges. Additionally, several meetings were held to
introduce the Romanian judges to members of the local bar.
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Romanian Judges Visit the Court

Clerk of Court Advises Romanian Bankruptcy Courts

In February 1999, Jon D.
Ceretto, Executive
Officer/Clerk, participated
in a United States Agency
for International
Development (USAID)
program to improve the
administration of the
bankruptcy system in
Romania. Mr. Ceretto
began his visit to Romania
by conducting fact-finding
visits to several of their
courts to assess the

Executive Officer/Clerk Jon D. Ceretto with
Romanian Seminar Participants

feasibility of automating some of their bankruptcy operations. At atwo-day seminar
on case administration, Mr. Ceretto provided a presentation on useful case
administration techniques to thirty judges and court clerks. Using an off-the-shelf
software program, Mr. Ceretto assisted a group in developing a noticing program

to replace handwritten notices.
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Judicial Workload Equalization Program Continues in 1999

The Court continued to participate in the Judicial Workload Equalization Program
(JWEP). Initiated in 1996, the JWEP was designed to help equalize judicial
workloads within the Ninth Circuit through the intra-circuit assignment of cases. In
1999, the Honorable Randall Dunn and the Honorable Elizabeth Perris, bankruptcy
judges from Oregon, were each assigned 100 adversaries from the Riverside
Division that met guidelines established by the Ninth Circuit. The selected
adversaries were set for status conferences and heard via teleconferencing and
video conferencing. The 100 adversaries assigned in 1998 to the Honorable Frank
Alley, bankruptcy judge from Eugene, Oregon, were concluded by July 1999.

Visiting Judge Program Continues in Northern Division

The Northern Division continued its Visiting Judge Program for a third year.
Bankruptcy judges participating in the Program included: the Honorable Richard T.
Ford, a recalled bankruptcy judge from the Eastern District of California; the
Honorable Donal D. Sullivan from the District of Oregon; and the Honorable
Samuel J. Steiner, a bankruptcy judge from the Western District of Washington.
The judges heard a variety of matters including adversary trials, motions for relief
from the automatic stay, and law and motion calendars from the Honorable Robin
Riblet's caseload.
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Section | B

ustomer Service

Online Case Files Become Available in All Five Divisions

Withthe commencement of imaging in
the Santa Ana and Riverside Divisions  § «Thjg is the most efficient court | deal
in 1999, online case files became
available to the public in all five
divisions of the Court. This 24-hour,
7-day a week access to electronic
images of bankruptcy case documents
is a major advancement in customer
service and fulfills one of the priorities
set forth in the Court's Long Range
Plan.

with and the personnel are always
courteous and helpful.”

Customer Service Response

Online case files can be accessed by attorneys and the public from their offices or
homes using a modem without having to come to the court. The online case file
system also affords faster access to case documents and simultaneous review by
multiple-users.

Integrated into the Court’s
existing case management
system, online case file
automation uses high-speed
imaging equipment to image
case file documents. The use of
separator pages with bar codes
allows for batch imaging of case
documents and the linking of
those images to appropriate
case docket entries. A quality
control process is performed to
ensure the clarity of the image Imaging and quality control of case documents
and its link to the correct docket
entry before making it available
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to the public. In addition to the improved customer
service, the availability of online
case files reduced the number of requests to pull
the paper case files by more than 50%.

The Court provides online case files through the
electronic imaging (scanning) of the bankruptcy
case documents most requested by the public.
Using webPACER, the public can view online case
files by first viewing the case docket and then, if
the document is available, clicking on the docket
entry to view an image of the corresponding
Public viewing online case document. Documents in high-profile cases have
files on computer terminals also been imaged to improve public access to
In the Records Section of the | = ynaqe often requested case files. Case files with
Los Angeles Division . . .
a high risk of document tampering are also
imaged. The following table shows the availability
of online case file documents in each division:

ONLINE CASE FILE AVAILABILITY

First File Date of Imaged Documents
Division Petitions, Chapter Signed Orders

Schedules, and 11 Plans Orders Generated by

Chapter 13 Plans BNC*
Los Angeles 5/19/98 5/3/99 8/3/98 6/1/99
Riverside 5/17/99 6/1/99 6/1/99 1/31/00
Santa Ana 4/6/99 8/16/99 8/16/99 12/1/99
Northern 4/17/98 5/3/99 9/14/98 9/10/98
San Fernando 10/1/98 5/3/99 11/2/98 1/11/99
Valley

*Includes discharge and dismissal orders generated by the Bankruptcy Noticing Center (BNC)
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Online Case Files Result in Record PACER Usage

The availability of online case files throughout the Central District resulted in record
PACER usage during 1999. The 2,212,807 minutes of PACER usage in 1999
represents an extraordinary 38% increase over the 1,602,222 minutes of PACER
usage reported in 1998. The increase in PACER usage can be attributed to the
increased public acceptance of online case files since they were first made available
in the Los Angeles, Northern, and San Fernando Valley Divisions in 1998, and in the
Santa Ana and Riverside Divisions in 1999. In response to the record volume of
webPACER usage, dial-in access to the Court's webPACER system was doubled
at the end of 1999 to accommodate the growing number of users. This change,
along with the elimination of inter-divisional access, improved the overall efficiency
and speed with which webPACER responded to requests for information, resulting
in a decrease in the minutes of usage in the third quarter of 1999. PACER usage
inthe Central District in 1999 generated over $1.3 million in revenue for the judiciary.

PACER Usage In Minutes

Central District of California

800,000 — ot
S10m mom | 5B
500,000 —
417,
400,000 saen N
28,11 S4B 546,140
300,000 / 267,580 254,687
296,004 20180
208,505
200,000 [3F
120,086
100,000
D T T T T T T T T T T T T T T T 1

12/85 /08 686 086 1208 3/67 €07 O6T 1267 308 600 668 1208 80 6/06 620 1208

(1) Number of telephone lines expanded from 20 to 36 on 4/4/96

(2) webPACER images of petitions/schedules/orders available in LA/ND, 3° Qtr 1998
(3) webPACER images of petitions/schedules/orders available in SFV, 4" Qtr 1998
(4) webPACER images of petitions/schedules available in RS/SA, 2" Qtr 1999
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The Administrative Office has projected Central District PACER usage in the year
2000 to exceed the combined usage of the next three highest volume districts. (See
the following graph.)

FY20DD PROJECTED MINUTES OF PACER USAGE
TOP 1D DISTRICTE

2,240, 18D
2,000 ,00D —|
[ ']
31 .SDD .DOD —
a
Ei .DDD OO0 —|
203,000
TTE.7BR
Do 00D —| 522388 515,200 515,100 | 508,600 485,200 an1, 10D | a7 200
D T T T T T T T T T T
oAy Az N NYER)  RLM)  RAE) TX(B) CONS TXW)  MB OHN)

Public Usage of the Voice Case Information System (VCIS) Increases

The Voice Case Information System (VCIS) is an automated telephone system
providing the public with basic case information through the use of a touch-tone
telephone. This free service is available 24 hours a day, 7 days a week, and allows
users to access case information such as case number, case filing date, case
chapter, status of case, and asset information. The number of calls in 1999
approached 600,000 inquiries, an 8% increase over the levels reported in 1998.
(See the following table.)
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ESTIMATED VOICE CASE INFORMATION SYSTEM (VCIS) USAGE: 1998-1999

Division Total Calls Total Calls Number Percent

1998 1999 Change Change
Los Angeles 224,078 264,000 39,922 18%
Riverside 103,294 108,000 4,706 5%
Santa Ana 76,533 90,000 13,467 18%
Northern 52,176 38,368 -13,808 -26%
San Fernando Valley 81,744 85,200 3,456 4%
District Total 537,825 580,800 42,975 8%

Public Continues to Receive Excellent Customer Service

The Customer Service Questionnaire furnishes the Court with important feedback
about the quality of customer service provided to the public. In addition to capturing
traditional “satisfaction with service” information on a wide variety of variables, the
guestionnaire allows respondents to write in comments and suggestions. Customer
Service Questionnaires are available at all divisions of the Court, as well as on the
Court’s web site.

An analysis of the responses received from January through December 1999
reflects the following:

! Nearly 92% of the respondents rated the overall service of the Court as
excellent.

More than 90% of the respondents rated the employee who served them as
excellent in each of the following categories: Overall, Courtesy/Attitude,
Competent/Helpful, and Speed/Efficiency.

Service was provided to 92% of those responding within seven minutes of
their arrival.

The convenience of the facility was rated as excellent by 80% of those
responding, while facility appearance was rated as excellent by 94% of the
respondents.
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Providing customers with fast service is an important goal of the Bankruptcy Court.
In 1999, a remarkable 57% of the respondents reported that they were served
within one minute of their arrival, compared with 45% in 1998. Moreover, only 5%
of the respondents in 1999 waited more than ten minutes, compared to 16% of the
respondents in 1998. The following chart illustrates the length of wait for service
reported by respondents to the Customer Service Questionnaire.

Customer Service Questionnalre: Length of Wait
(January - December 1999)

Less than one minute: 57"

More than 10 minutes: 5%
8- 10 minutes: 3%
5- 7 minutes: 8%

1 - 4 minutes: 27%
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The following table and chart detail the services used by Customer Service
Questionnaire respondents and the types of customers who responded.

Customer Service Questionnaire: Services Used

(Multiple responses possible)

Intake/Filing Counter 60.5%
Records 19.5%
Information Office 6.6%
Courtroom Services 3.3%

Customer Service Questionnaire: Who Responded
(January - December 1885)

/—AﬂOIWBIm

Other 16%

Aftomey Senvices: 17%

23
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Court’s Web Site Continues to Expand

The Court’s web site contin